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THE CITY OF

CITY COUNCIL AGENDA REPORT

PLEASANTON

April 20, 2021
Operation Services

TITLE: APPROVE THE SOFTWARE AGREEMENT WITH SELECTRON FOR
INTERACTIVE VOICE RESPONSE (IVR) SERVICES IN THE AMOUNT OF
$216,800 FOR FIVE YEARS

SUMMARY

Interactive Voice Response is a technology that allows customers to access account
information, make secure electronic payments and complete transactions in real time for
both inbound and outbound calls. The proposed IVR services would give the City’s
utility bill customers another method of making payments over the phone twenty-four
(24) hours a day seven (7) days a week.

The City has used Selectron IVR services in the Community Development Department
for scheduling inspections since 2012.

The scope of services for this proposed agreement includes a Managed Service Relay
Utility IVR solution to automate routine account self-service functions. Customers will be
able to check their utility account status, retrieve billing and payment history, and make
a secure payment. It also includes outbound proactive notification services. This
solution will be integrated in real time with the City’s Ultility Billing software and payment
processing center.

Staff recommends the City enter into a multi-year software agreement with Selectron for
software maintenance services to benefit from a lower annual renewal rate. By selecting
a five-year term, the City will save 37 percent (approximately $51,000 for 5 years) over
the cost of completing separate annual renewals. The total cost over a period of five-
years is $216,800 including a 15 percent contingency.

RECOMMENDATION

Approve and authorize the City Manager to execute the Software Agreement with
Selectron in the amount of $216,800 including a 15 percent contingency, covering a
period of five-years (through June 30, 2026).

FINANCIAL STATEMENT

The total cost of the Software Agreement is $216,800 for a five-year term. Fees are due
at the start of each Fiscal Year, and funding will be budgeted each year in the Business
Services Division Professional Services account.



BACKGROUND

The Customer Service Center (CSC) of the Operations Services Department (OSD) is
the communication hub for all OSD customer service and utility billing inquiries. The
CSC is staffed by Customer Service Representatives between the hours of 7:00 am to
3:30 pm, Monday through Friday. On March 16, 2020, the OSD front counter was
closed to the public due to COVID-19. On October 12, 2020, the OSD front counter
opened to the public by appointment only during regular business hours.

Payment methods:
There are currently several ways for customer to make payments for utility bills.
e By Phone: Call into the OSD CSC during business hours to pay with a credit card
¢ In Person: Schedule an appointment at the CSC
e Online: Pay online with one of the City’s two customer service web portals:
Citizen Self-service or Smart Energy Water Systems (SEW)
Online: Use online bill pay
By Mail: Mail payments
Drop Box: Drop off payments in one of the City’s two drop boxes
Auto payment: Call into the OSD CSC to set up auto pay

The City has used Selectron in the Community Development Department for scheduling
inspections since 2012 and the City’s Information Technology Department works with
Selectron’s technical support. Both Departments are satisfied with Selectron’s IVR
services and support as the software is performing well.

DISCUSSION

Interactive Voice Response (IVR) is a technology that allows customers to access
account information, make secure electronic payments and complete transactions in
real time for inbound and outbound calls. The proposed IVR services would give
customers another method of making payments over the phone twenty-four (24) hours a
day seven (7) days a week. This service will be on the OSD’s main phone line, so when
customers call in to make a payment, they will be connected to their account information
at any time. The use of IVR will free up Customer Service Representatives to focus on
more complex customer inquiries and free up the phone lines for customers who need
to talk to a Customer Service Representative.

The scope of services for this agreement includes a Managed Service Relay Utility IVR
solution to automate routine account self-service functions. Customers will be able to
check their utility account status, retrieve billing and payment history and make a secure
payment. It also includes outbound proactive notification services. This solution will be
integrated in real time with the City’s Utility Billing software and payment processing
center. The outbound notification services can alert impacted customers when there are
unplanned water emergencies and also notify customers about a delinquent utility bill.
For example, if a customer is late making a payment, the system can notify the
customer that they are late on their payment, connect them to their account information
and allow them to make a payment over the phone.
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This proposed software and maintenance agreement will be purchased through the
General Services Agency (GSA) Contract number GS-35F-0315X. GSA, also known as
Multiple Award Schedule. This procurement method allows government agencies to
procure solutions that have been through a public bidding process of which the pricing
is made available and promised to agencies that allow cooperative purchase
agreements. Additionally, Selectron does not have value-added resellers for their
solutions, so they only sell direct to customers.

The proposed pricing per year is shown in the table below:

Pricing Year 1 Year 2 Year 3 Year 4 Year 5 Total
VoiceUtility Base Application $ 3149118 $ - $ - $ =B - $ 3149118
Outbound Delivery Services Engine 8,136.02. I 8,136.02
System Maintenance Included 6,720.77 7,056.80 7,409.65 7,780.13 28,967.35
Hosting Services 1,675.10 8,375.50 8,375.50 8,375.50 8,375.50 35,177.10
Annual Call Bundle Fee 13,200.00 13,200.00 13,200.00 13,200.00 13,200.00 66,000.00
Annual Outbound Message Bundle Fee 3,750.00 3,750.00 3,750.00 3,750.00 3,750.00 18,750.00
15% Contingency 8,737.85 4,806.94 4,857.35 § 4,910.27 4,965.84 28,278.25

Total $ 66,990.15 $ 36,853.21 $ 37,239.65 $ 37,645.42 $ 38,071.47 $ 216,799.90

The proposed pricing above includes a 15 percent contingency as the annual call
bundle fee and the annual outbound message bundle fee are based on estimated call
volumes and the contingency will cover any call volume overages.

Staff recommends the City enter into a multi-year software agreement with Selectron for
software maintenance services to benefit from a lower annual renewal rate. By selecting
a five-year term, the City will save 37 percent (approximately $51,000 over 5 years)
over the cost of completing separate annual renewals. The attached Software License
Agreement with Selectron covers the period of May 1, 2021 through June 30, 2026, and
provides the Voice Utility base application, system maintenance, hosting services and

annual call bundle fees.
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Operations and Finance Informatlon
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Attachment:

1. Selectron Software Agreement
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